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3axX0JIB JUIs BIPOBA/KEHHS CTpaTerid BIJHOBIEHHS Ta PO3BUTKY, (OPMYBaTUMYTh
3acaJy MUPKYISAPHOi EKOHOMIKU B TEPUTOPIaJIbHUX IPOMAIaX.

BripoBapkeHHSI MPOAYKTIB MOTIHOIEHOI MEpepoOKH MPOMHUCIOBUX KOHOMEIb
yKpaiHChKOi ceneklii B cdepi TOCTUHHOCTI CHPUATUME <«3EJICHOMY» CTaJIOMYy
IHTErpyBaHHIO YKpaiHu B €BponeichbKe CIiBTOBAPUCTBO.

AKTUBHE TIO3UIIIOBAHHS €KOJIOTIYHUX BIIACTMBOCTEW MPOAYKTIB MOTIHOJIEHOT
nepepoOKH MPOMHUCIOBUX KOHOIEIb CIPUSTUME PO3BUTKY O10€KOHOMIKM YKpaiHH,
CTBOPEHHIO JIAHLIOTIB JOJIaHOi BapTOCTi, (POPMYBAHHIO KOHKYPEHTOCIIPOMOMXKHHUX
TYPUCTUYHHX JECTUHAIIH.
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MEHE//KMEHT AK ®AKTOP YCIIIXY B TYPUCTUUYHUX ATEHTCTBAX:
CTPATEIII TA IPAKTUKH

TypuctuyHa rany3b € OJHIEI0 3 HAMOUIBII BaXXJIMBUX Ta JUHAMIYHUX 1HIYCTPIN
y CBITI, 1 11 BHECOK y TJIOOQJIbHY €KOHOMIKY 3HAUYHUM. Y CIIX TYpUCTUYHUX areHTCTB,
SK1 MPAOOTh Yy Iii ramy3i, BU3HAYAETHCS OE€3JYYI0 YWHHUKIB, MPOTE OJHHUM 13
HaWKPUTUYHIINX € e(heKTUBHUN MEHEKMEHT Ta CTPATEr1YHEe IUIaHyBaHHS.

Typuctuyni areHTCTBa, fAKIi €(PEKTUBHO YHPABISAIOTH CBOEKD iSIIBHICTIO,
MOXYTh 3a0€3MeYUTH HE TUIBKA BIIACHUW YCHIX, ajieé W CHOPUATA PO3BUTKY
TYpPUCTUYHOI raiy3i B mHuioMy. OTXe, MEHEIKMEHT B Wi cdepl Mae KIOYOBE
3HAYCHHSI.

VY mmpokoMy poO3yMiHHI MEHEIKMEHT € HayKOK 1 MHUCTEITBOM IepeMarari,
JOCSTaTA TIOCTaBJCHUX IIUJICH, BHKOPHUCTOBYIOYM TIPAIf0, MOTHBHU TOBEHAIHKHA Ta
1HTeNneKT mojen. OTxe, WIEThCs MPO LUISCIPSIMOBAHUN BIUIMB Ha JIIOJACH 3 METOIO
MIEPETBOPEHHSI HEOPraHi30BaHUX €JIEMEHTIB B €(EeKTUBHY 1 MPOAYKTUBHY CHIY.
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MeHeKMEHT MOXHA BH3HAYaTH TaKOX K BHJ JISJIBHOCTI 3 KEpyBaHHS
OpraHi3alifHIM MPOILIECOM 1 SIK YIIPaBIIIHHS JIFOJIbMHU B PI3HOMAaHITHUX OpraHi3aIlisx.

Sxio 3BepHyTHCS 10 hopmynu oprasizauiiiHoro npouecy O. boragaHosa, sikuii
pO3ryIsiae MEHEHKMEHT SK CYKYIIHICTh OpraHizaiii 30BHIIIHIX CHJI TPHUPOIH,
JIOJICBKUX CHJI, JIOCBiAY, TO MEHEKMEHT TypHU3My IOTPIOHO PO3YMITH SK
YOpaBIiHHS B3a€EMOIEI0 CKJIATHUKIB OpraHizaliifiHOro Iporecy — OaraTcTa
IPUPOJIU, TIpalll, JOCBITY, IHTEICKTY, MOTHBIB MOBEIIHKH JIIOACH — y TypuU3Mi SK
cdepi moackKoi AisutbHOCTI [ 1, ¢. 163].

EdexTtuBHe ympaBmiHHA € KPUTHUYHUM (HAKTOPOM YCHIXY TYPUCTUUHUX
areHTCTB. YTPaBIIHHA B IId Tay3i BKIIOYAE B ceO€ P KIFOYOBHX ACHEKTIB, SIKI
BH3HAUYAIOTh CIPOMOKHICTh aréHTCTBAa KOHKYPYBAaTH Ha PUHKY Ta 3a0e3ledyBaTu
KIIIEHTIB BHUCOKOAKICHUMH TmociyramMd. OJIHMM 3 HalBaXIUBIIIUX EJIEMEHTIB
YIOPaBIiHHS € CTpATeTiYHEe MJIaHyBaHHS.

CrpareriuHe MmjiaHyBaHHS TOJSTa€ y BU3HAYEHHI METH 1 HAMpPSIMKY PO3BUTKY
TYpUCTUYHOIO areHTCTBa Ha JIOBIOCTPOKOBY nepcrnekTuBy. lLle mpouec, skuii
J0IoMarae areHTCTBY 3pO3YMITH CBO€ MICIIE Ha PUHKY, KOHKYPEHTHI IepeBaru 1
MO>KJIMBOCTI JUIsl 3pOCTAHHS.

OCHOBHI aCIIEKTH CTPATErIYHOTO JIAHYBaHHS BKIOYAIOTh:

- BU3HAueHHA Micii 1 1mneit: (MeHeIKMEHT TOBUHEH BHU3HAYUTH MICIIO
areHTCTBa - HWOTO OCHOBHY (YHKIIIIO Ta IiJIb, & TAKOXX BCTAHOBUTH KOHKPETHI
CTpAaTeriyHi i, sIK1 TOTPIOHO TOCATHYTH);

- aHaJIi3 30BHIMIHBOTO cepeaoBuina: (PerenbHuil aHami3 pUuHKY, KOHKYPEHTIB 1
30BHIIIHIX (DaKTOpiB, SIKI MOXYTh BIUIMHYTH Ha Oi3HEC, JOMOMAara€ BHU3HAYHUTH
MO>KJIUBOCTI 1 3aTPO3H);

- aHaji3 BHyTpimHboro cepenoBuia: (OmiHKa BHYTPIIIHIX peCcypciB, CUIBHHX 1
CIa0KUX CTOpIH AareHTCTBAa, JONOMara€ BHU3HAYHMTH, SKI PECcypcd MOXKHA
BUKOPUCTOBYBATH JJIA TOCSTHEHHS IILICH);

- po3pobka ctpareriii: (ba3yrourch Ha aHali3l 30BHINIHBOTO 1 BHYTPIIIHHOTO
CEpellOBHUIIA, MEHEKMEHT POo3po0JIsie CTparterii, siki BU3HAYAIOTh, SIK JIOCATHYTU
CTpaTeriyHuX LiIeH);

- mianyBanHs 1 BukoHaHHs: (Ilicast po3poOku cTparerid, MeEHEIHKMEHT
PO3po0IIsie KOHKPETHI TUTAHM Ta Jii JJI BIPOBAKEHHS CTPATET1N).

- MOHITOPHUHT 1 KOopuryBaHHA: (BaxiuBum eramnom € MOCTIMHHI MOHITOPHUHT
peanizanii cTpaTeriil 1 BUaCHa KOPEKIIis, SIKIO HEOOX1IHO).

Crparteriyde miaHyBaHHs JOMIOMAara€e areHTCTBY Kpallle po3yMiTH CBOIO IJIbOBY
ayquTOpil0, pO3BMBATH YHIKaNbHI MPOMO3WIII 1 Jomomarae BHUSBUTH Ta
BUKOPHCTOBYBAaTH KOHKYPEHTHI IEepEBar.

chiHJHOMy Q)yHKuiOHyBaHH}o TypI/ICTI/I‘IHO'l' iH;lyCTpi'l' Crpusie eq)eKTI/IBHa
Y3rO/UKEHHST ~ 0OCSTIB TypHCTHqu-pecprHoro NOTEHLIaly, TYpPUCTUYHOTO
roCroapcTBa, TYPUCTUYHOI IHPPACTPYKTYPH Ta TYPUCTHUHUX MOTOKIB [2, ¢. 177].

OCHOBHOIO METOI0 HIANPUEMCTBA € OTPUMaHHS MPUOYTKY, 00 MaKCHUMAaJIbHO
e(eKTUBHO BUKOPHUCTOBYBATH PECYpCH 3 HAaWMEHIIMMU BHUTpATaMH. BanOBonqH
IMHAMIKY PHUHKOBOTO CEpEAOBHUINA, JOCHIAHUKU SIK TEOPETHYHO, TakK 1 B
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MPUKJIATHOMY aCIeKTl BiI3HAYAIOTh HEOOXITHICTH IUIAHOBUX a00 MOCTIMHUX 3MiH B

Takox BaXJIMBE MiCIle Ha CbhOTOJIHI 3aiiMalOTh 1HHOBAllli Ta BUKOPUCTAHHS
Cy4yaCHHUX TEXHOJOTIH $KI € KIOYOBUMHU (HaKTOpaMu JUIsl JIOCSATHEHHS YCHiXy
TypUCTUYHUX areHTcTB. CydyacHHUI PUHOK TypuU3My 3a3HA€ 3HAYHUX 3MIH TiJ
BIUIMBOM TEXHOJIOTTYHHUX I1HHOBAIllM, 1 areHTCTBA IOBHHHI B)XHBATH 3aXOJIB IS
aganTamii g0 I[MX 3MIH Ta BUKOPUCTOBYBAaTH iX JUid  3a0e3leyeHHs
KOHKYPEHTOCTIPOMOXKHOCTI. OCh JIEesSKi KIIOYOB1 aCTIEKTH 1HHOBAIlIA Ta TEXHOJIOTIH B
TYPUCTUYHOMY MEHEKMEHTI:

- IHTEpHET Ta eJeKTpoHHa KoMmepilis: ([HTepHET Bimirpae BaXIWUBY pOJIb Yy
TypUCTHYHIN ramy3i. OHIaiH-OpOHIOBaHHS TOTENIB, AaBIaKBUTKIB, EKCKYypCiil i
MOJIOPOKEH CTaau HOPMOIO JJi KII€HTIB. TypHUCTHYHI areHTCTBa TMOBHMHHI MaTu
cydacHi BeO-caiitm Ta TtuiatropmMu Uil 3a0e3MEeYeHHs 3PYYHOCTI  OHJIAMH-
OpOHIOBaHb);

- MoOinmpHI moxaTtku: (Po3poOka MOOUTBHHMX JMOJATKIB JIO3BOJISIE areHTCTBaAM
CTBOPIOBATH 3pY4HI IHCTPYMEHTH JJIsi KJIIE€HTIB, SIKI MOXKYTh OpPOHIOBATH IMOJOPOXKI,
OTPUMYBATH TOBIJIOMJIEHHSI TIPO 3MIHU B peilicax 1 OTpuMyBaTu iHGOpMAIliI0 TIPO
Micle Mpu3HayeHHs. MOOUIbHI JOAATKM TaKOoX JO3BOJISIIOTH  areHTCTBaM
MIATPUMYBATH 3B'SI30K 3 KIIIEHTAMH I11]1 Yac MOJI0POXKEN);

- 1HTEpaKTUBHI TexHOJIOT1i: (BukopucTaHHs IHTEPAKTUBHUX TEXHOJIOT1H, TAKUX
aK BipTyasibHa peanbHICTh (VR) Ta nomoBHeHa peanbHicTh (AR), mo3Bosse
areHTCTBaM CTBOPIOBATH I1HHOBAIlIMHI Ta 3axOIUIIOIOYl BPAXKEHHS [JIs KJIIE€HTIB.
Hanpukinan, KIl€EHTH MOXYTh BIPTYyaJIbHO BIJIBIIyBaTH TYPHUCTHUYHI O0'€KTH a0o
roTesi nepes OpOHIOBAHHSM);

- aHaJIITHKA Ta IITYYHUH 1HTENEKT: (BUKOpUCTaHHS aHAIITUYHUX THCTPYMEHTIB
1 IITYYHOTO IHTEJIEKTY JI0NOMAarae areHTCTBaM aHajli3yBaTH JaHi IpO KIIEHTIB Ta
PUHOK, 110 B CBOIO UEPry J103BOJISIE MEPCOHANI3YBATU MPOIMO3ULIT Ta MOCIYTH IS
KOXKHOTO KJIIEHTA);

- COLaJIbHI MEpeXi Ta BIUIMBOBICTH: (BUKOpUCTaHHS COILIAJIBHUX MEPEXK Ta
CHIBIIpalls 3 BIUIMBOBUMHU 0CO0aMU JI03BOJISIE ar€HTCTBAM 3aJly4aTH OlJIbIlIe KIII€HTIB
Ta CTBOPIOBATH IHTEPAKTUBHUI KOHTEHT JIJIsi TPOCYBaHHS CBOiX mocyr) [2, ¢. 347].

[HHOBaIlT Ta TEXHONOTHi B TYPUCTUYHOMY MEHEHKMEHTI JI03BOJISIOTH
areHTCTBaM OyTH KOHKYPEHTOCTPOMOKHUMH, 3a0€3MeUyBaTH KIIEHTIB 3pyYHUMHU Ta
L[IKaBUMU MOCIYTraMu, a TAKOXK aIalTyBaTUCA 10 3MiH Ha PUHKY. Y CIIIIHI areéHTCTBA
MOCTIHO BJIOCKOHAJIOIOTh CBOK TEXHOJOTIYHY 0a3zy Ta BIPOBAKYIOTh 1HHOBAIIII,
1100 33JI0BOJIBHATH MOTPEOU Cy4aCHUX MaHJIPIBHUKIB.

MeHeKMEHT € KIIYOBUM (DaKTOpOM YCIiXy B TYPHUCTHUYHUX areHTCTBAaX.
EdexTuBHe ympaBiiHHS, CTpaTeriyHe IJaHyBaHHS, 1HHOBAIlli, YNPaBIiHHA SKICTIO,
(1HaHCOBUM KOHTPOJb, KaJAPOBUW MEHEIKMEHT Ta MAPKETHUHIOBI MPAKTUKU
JIOTIOMAaraloTh areHTCTBaM JIOCSATaTH KOHKYPEHTHUX IIepeBar Ta 3aJ0BOJIbHSITH
MOoTpeOr KIEHTIB. YCHINTHUN MEHEIKMEHT CTBOPIOE (YHAAMEHT JJI CTallIbHOTO
pOCTy Ta yCIiXy B TYPUCTUYHIN ramys3i.

Cnucox BUKOPHUCTAHUX JKepeJI:
1. Cramar B.M. Koncnekr nekuid 3 kypcy «OCHOBH MEHEIKMEHTY Ta MapKETHHTY B
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CUSTOMER CENTRICITY AS A TOOL OF TOURISM MARKETING

Modern business conditions require the constant development of principles and
methods of business entities. In the face of a large number of competitors,
oversaturation of information, attracting new consumers is becoming more and more
expensive. That is why it is more effective to maintain existing customers. A
customer-centric organization puts customer satisfaction at the heart of every
business decision. Customer focus is an approach to sales and customer relationships
in which employees focus on helping customers meet their long-term needs and
wants. It is where management and employees agree on their individual and team
goals to satisfy and retain customers.

These principles have led to a change in the direction of activities of enterprises:
for short-term and one-time income in long-term and stable. Businesses must focus
on meeting customer needs, content, and service levels. That is, to become customer-
oriented.

Traditionally, enterprises are product-oriented. Nevertheless, the development of
information technology has led to the emergence of CRM (Customer relationship
management) systems that help collect and analyze information about consumers [3].
It showed that most companies underestimated customer focus to realize their
competitiveness in the market. Today, many companies are slowly going through
digital transformation, the first step to becoming more customer-centric. According to
the International Data Corporation [2], 85% of top executives say they have two
years to penetrate digital transformation significantly. Otherwise, they will lag behind
their competitors and suffer financially.

Businesses that base their operations on innovation, flexible organization, and
social responsibility are more efficient and successful than companies that use more
traditional strategies.

The main differences are a high level of service, one of the decisive factors
when a consumer chooses a commodity producer, knowledge of his client and his
needs, and an individual approach to each consumer.

Gulati and Oldroyd [1] propose four stages of the transition to a customer focus:
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